رضایت بیماران بستری بیمارستان های وابسته به دانشگاه علوم پزشکی کرمان از ارائه الگو خدمات (1381) by ظهور, علیرضا & اسلامی نژاد, طاهره
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°Â†ü•| ‹ýí†°…ó| ‹·}±ÿ ‹ýí†°¶}†ó|ø†ÿ ô…‹·}ú| ‹ú|
¬…ð»ã†û| Îéõï| ³ºßþ| Þ±ì†ó| …² …°…úˆ ¨~ì†– )1831(
¬Þ}± Îéý±Â† Êùõ°
1
/ Æ†ø±û| …¶çìþ|ðµ…¬
2
Ÿßý~û 
ìÛ~ìú:ÒéŒú| ‹± ‹¥±…ó|ø†ÿ| ìõ›õ¬ ¬° ‹ýí†°¶}†ó|ø†€ ‹~ôó {õ›ú ‹ú ðý†²ø† ô ›é °Â†ü• ‹ýí†°…ó Òý± ìíßò …¶•. ìý³…ó|
°Â†ü}íñ~ÿ| ‹ýí†°…ó ‹·}±ÿ …² ô…¤~ø†ÿ ì©}éØ ‹ýí†°¶}†ó üßþ …² ìÏý†°ø†ÿ ìùî ‹±…ÿ …°²ü†‹þ| Þý×ý•| ¨~ì†–| …°…ˆú| º~û| ¬°
‹ýí†°¶}†ó …¶•. 
°ô½ ‹±°¶þ:…üò| µôø¼| ‹ú| ¾õ°–| ìÛÇÏþ| ¬° ‹ù†° ¶†ë 1831 ‹ú| ìñËõ° …°²ü†‹þ| °Â†ü•| ‹ýí†°…ó| ‹·}±ÿ| …² ¨~ì†–| ô…¤~ø†ÿ
ì©}éØ| ‹ýí†°¶}†ó|ø†ÿ| ô…‹·}ú| ‹ú| ¬…ð»ã†û| Îéõï| ³ºßþ| Þ±ì†ó| )º×†€ ‹†øñ± ô Þ±ì†ó||( …ðœ†ï| â±Ö•. ›†ìÏú| „ì†°ÿ| …üò µôø¼
‹ýí†°…ó| 51 ¶†ë| ‹ú| ‹†æüþ| ‹õ¬ Þú| ¤~…Úê| 84 ¶†Î•| ¬° ‹©¼|ø†ÿ ¬…¨éþ| ü† ›±…¤þ| ‹ýí†°¶}†ó|ø†ÿ ì¯Þõ°‹·}±ÿ| º~û|…ð~. ¤~…Úê
¤œî ðíõðú æ²ï ‹±…¶†¹ ìÇ†èÏú …ôèýú 465 ð×± ‹±„ô°¬ â±¬ü~ Þú ›ù• …Æíýñ†ó ‹ý»}± ‹† 006 ‹ýí†° ¬° ²ì†ó {±¨ýÀ| ì¿†¤Œú| …ðœ†ï|
â±Ö•|. …‹³…° ¶ñœ¼| °Â†ü•| ‹ýí†°…ó| ‹† …¶}×†¬û …² ±¶»ñ†ìú|ø†ÿ …¶}†ð~…°¬ º~û ô²…°– ‹ù~…º• ô ¬…ð»ã†û|ø†ÿ Îéõï ³ºßþ
…¾×ù†ó ô ºùý~ ‹ù»}þ ¶†¨}ú º~. ¬…¬û|ø† ¸ …² ›íÐ „ô°ÿ| ‹† …¶}×†¬û| …² ð±ï|…Ö³…° „ì†°ÿ SSPS |ô „²ìõó|ø†ÿ| ìœ¯ô° Þ†ÿ€ {þ ô
„ð†èý³ ô…°ü†ð¸ {œ³üú ô {¥éýê â±¬ü~ð~.
ü†Ö}ú|||ø†:¤~ô¬ 95% ‹ýí†°…ó …² ¨~ì†– ‹ýí†°¶}†ó|ø†ÿ {¥• ‹±°¶þ °…Âþ ‹õ¬ð~. {×†ô– ìÏñþ ¬…°ÿ ¬° ð·Œ• °Â†ü}íñ~ÿ ‹ýò
¶ú ‹ýí†°¶}†ó {¥• ‹±°¶þ ì»†ø~û ðã±¬ü~. …² ‹ýò ô…¤~ø†ÿ ì©}éØ ‹ýí†°¶}†ðþ€ ‹ý»}±üò| ð†°Â†ü}þ| ‹ýí†°…ó …² Þý×ý• Ò¯… ô
…ìß†ð†– …{†Ý ‹·}±ÿ ô ‹ý»}±üò| °Â†ü}íñ~ÿ …² °Ö}†° ³ºß†ó ô ±¶}†°…ó ‹ú ¬¶• „ì~. …°{Œ†É| ìÏñþ|¬…°ÿ| ‹ýò| ¶ò€ {¥¿ýç–€
{†‡ øê ô ì~– …Ú†ì• ‹ýí†°…ó ¬° ‹ýí†°¶}†ó ‹† °Â†ü}íñ~ÿ …² ô…¤~ø†ÿ ì©}éØ ‹ýí†°¶}†ó ì»†ø~û ðã±¬ü~. 
ð}ýœú|âý±ÿ:¤ê ì·†ˆéþ Þú ìñœ± ‹ú ð†°Â†ü}þ ‹ýí†°…ó ìþ|â±¬¬ {ç½ ô {Ïù~ ì~ü±…ó °… ìþ|ÆéŒ~. æ²ï …¶•€ ì~ü±…ó ‹ýí†°¶}†ó|ø†
‹† {õ›ú ðíõ¬ó ‹ú …ð}Ë†°…– ô ¨õ…¶• ‹ýí†°…ó€ °Â†ü• „ð†ó °… Þ· ðí†üñ~ {† „ð†ó ¬° ‹±ð†ìú|ø†ÿ ¬°ì†ðþ ô ì±…ÚŒ}þ ¨õ¬ ‹ý»}±
ì»†°Þ• ðíõ¬û ô ‹ýí†°¶}†ó ‹ù}± ‹ú …ø~…Ù ¨õ¬ ¬¶• ü†‹~.
Þéý~ ô…´û|ø†:°Â†ü}íñ~ÿ|€ ‹ýí†°…ó| ‹·}±ÿ€ ‹ýí†°¶}†ó
1- ¬…ð»ý†° |¬…ð»ß~û ì~ü±ü• ô …ÆçÑ °¶†ðþ ³ºßþ€ ¬…ð»ã†û Îéõï ³ºßþ ô ¨~ì†– ‹ù~…º}þ ¬°ì†ðþ …ü±…ó ƒ …ý~ìýõèõ´ü·• )D.hP(
2- Þ†°ºñ†¹ …°º~ ì~ü±ü• ô …ÆçÑ °¶†ðþ ³ºßþ€ ‹©¼ CDE ¬…ð»ã†û Îéõï ³ºßþ Þ±ì†ó
ìÛ~ìú
…ì±ô²û ì¥õ° …¾éþ| {õ¶Ïú| ‹ýí†°¶}†ó ì»}±ÿ|â±…üþ| …¶•|.
ì»}±ü†ó ¬…¨éþ ‹ýí†°¶}†ó€ ±¶ñê …°…ˆú ¬øñ~û ¨~ì†– ô
ì»}±ü†ó ¨†°›þ „ó ‹ýí†°…ó ô ‹ú ÎŒ†°– ¬üã± ¬°ü†Ö• Þññ~â†ó
¨~ì†– ø·}ñ~. ‹~ôó| {õ›ú| ‹ú| ðý†²ø†ÿ| ‹ýí†°…ó ô ›é|
°Â†ü•| „ð†ó| …ìß†ó| ‹Û†ÿ| ‹ýí†°¶}†ó|ø† ô›õ¬ ð~…°¬. ¬°
‹ýí†°¶}†ó|ø†ÿ ¬ôè}þ Þú| …°…ˆú| ¨~ì†–| ¬° Ÿ†°ŸõŽ| Úõ…ðýò|
ô ìÛ±°…–| ìÇ±§| …¶•|€ {ñù† …›±…ÿ ÖÏ†èý•|ø† ìùî| ðý·•|
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‹éßú| Þ·| ð}ýœú| ìÇéõŽ| ô {õ›ú| ‹ú| ¨õ…¶}ú|ø†ÿ| ‹ýí†°…ó …²
…øî| ôÊ†üØ| ì~ü±…ó| ì¥·õŽ ìþ|â±¬¬. ‹ùŒõ¬ Ö±„üñ~ø†ÿ|
Þ†°ÿ| ô …°{Û†Š Þý×ý•| ‹ýí†°¶}†ó ‹~ôó| {õ›ú| ‹ú| ðË±…–€ ›é|
°Â†ü•| ‹ýí†°…ó€ {õ›ú ‹ú ðý†²ø† ô …ð}Ë†°…–| ‹ýí†°…ó …ìß†ð¯ü±
ðý·• )4-1(. 
ìÏíõæ_  ‹ýí†°…ó …ð}Ë†° ¬…°ð~ Þú| ‹ú ¨~ì†– ³ºßþ
¬¶}±¶þ „¶†ó ¬…º}ú ‹†ºñ~ ô øíú |…ìõ° ì±‹õÉ ‹ú ¬°ì†ó „ðù†
¶±üÐ| ô ¾¥ý¦ …ðœ†ï| âý±¬. ‹† …Ö±…¬ „â†û€ Ú†‹ê| …Î}í†¬ ô ìõö ¬Ž
¶±ô Þ†° ¬…º}ú| ‹†ºñ~ ô ð¥õû| ô ì¥ê| …°…ˆú| ¨~ì†–| ìõ°¬ ðË±
°… ‹~…ðñ~)5(. °Â†ü•| ‹ýí†°…ó| …² ì±…ÚŒ•|ø†ÿ| ‹ù~…º}þ ô
¬°ì†ðþ| …² º†¨À|ø†ÿ ìùî| …°²ü†‹þ| Þý×ý•| ì±…ÚŒ•|ø†
ºñ†¨}ú º~û …¶•.ü†Ö}ò| ›ñŒú|ø†üþ| …² ¨~ì†–| Þú| ìõ›|
ð†°Â†ü}þ| ‹ýí†°…ó| ìþ|ºõ¬ ô ¶Ïþ| ¬° ‹±Æ±Ù| ðíõ¬ó| „ðù†|
ìþ|{õ…ð~ ìõö ÷±{±üò| ô Þî| ø³üñú|{±üò| °…û| …Ö³…ü¼| Þý×ý•|
¨~ì†–| …°…ˆú| º~û| ‹†º~ )7-6(. 
ì}†‡ ¶×†ðú ð†‹·†ì†ðþ|ø†ÿ ìõ›õ¬ ¬° ð¥õû …°…ˆú ¨~ì†–
‹ù~…º}þ ¬°ì†ðþ ‹ú ‹ýí†°…ó ‹·}±ÿ …² ðß†– …ðß†°ð†¯ü± ¬°
‹·ý†°ÿ …² ‹ýí†°¶}†ó|ø†ÿ Þ»õ° …¶•. ‹ú ðË± ìþ|°¶~ Þú ‹ú
ìñËõ° ›é °Â†ü• ‹ý»}± ‹ýí†°…ó ìþ|‹†ü·• ð¥õû Î±Âú
¨~ì†– ‹ù~…º}þ ¬°ì†ðþ ¬° Þ»õ° {Óýý±…– …¶†¶þ ý~… Þñ~.
{õ›ú ‹ú ›ñŒú|ø†ÿ °ô…ðþ …›}í†Îþ ‹©¿õÁ …°{Œ†É ¾¥ý¦ ‹†
‹ýí†°…ó ‹ý¼ …² {õ›ú ‹ú ›ñŒú|ø†ÿ ¬üã± ìõ› °Â†ü•
‹ýí†°…ó ¨õ…ø~ º~ )8(. üßþ …² ìùî {±üò ›ñŒú|ø†üþ Þú ìõ›
°Â†ü• ‹ýí†°…ó …² ‹ýí†°¶}†ó ìþ|â±¬¬|€ {õ…ð†üþ ³ºà ô
±¶}†° ¬° …üœ†¬ …°{Œ†É ‹† ‹ýí†° …¶•. …üò {õ…ð†üþ|ø† º†ìê
ìù†°–|ø†ÿ {©¿¿þ „ð†ó€ ‹±Ú±…°ÿ …°{Œ†É Ÿ»íþ€ âõ½
¬…¬ó ‹ú ›³ˆý†– â×}ú|ø†ÿ ‹ýí†° ô …›†²û …‹±…² …¤·†¶†– ‹ú
‹ýí†° …¶• )01-9(.
µôø»ã±…ó ìÏ}Û~ð~ Þú °Â†ü• ‹ýí†°…ó ð»†ðã± ‹†æ ‹õ¬ó
Þý×ý• ¨~ì†– ¬°ì†ðþ …°…ˆú º~û …¶•. „ð†ó üßþ …² Îõ…ìê
ìõö ÷± ¬° ›Ž¯ ì»}±ü†ó °… °Â†ü• ÚŒéþ „ð†ó …² ‹ýí†°¶}†ó
ìþ|¬…ðñ~. „ìõ²½ Þ†°Þñ†ó ô …üœ†¬ …ðãý³û ¬° „ð†ó ‹±…ÿ
ì»†°Þ• ÖÏ†æðú ¬° ›é °Â†ü• ‹ýí†°…ó …² …ôèõü•|ø†ÿ
ì~ü±ü• ‹ýí†°¶}†ðþ ‹ú ¤·†Ž „ì~û …¶• )6-4(. {Ïýýò
°Â†ü}íñ~ÿ ‹ýí†°…ó …² ì±…ÚŒ•|ø†ÿ ³ºßþ ¬° ø± ›†ìÏú …ÿ
Â±ô°ÿ ‹ú ðË± ìþ|°¶~ ô ìþ|{õ…ð~ ¬° …°{Û†Š ¶Ç¦ …°…ˆú
¨~ì†– ìõö ÷± ‹†º~. …üò| µôø¼| ‹ú ìñËõ° ìÛ†ü·ú ôÂÏý•|
°Â†ü•| ‹ýí†°…ó| ‹·}±ÿ| …² ¨~ì†–| …°…ˆú| º~û| ¬° ô…¤~|ø†ÿ
ì©}éØ ¶ú| ‹ýí†°¶}†ó| ô…‹·}ú| ‹ú| ¬…ð»ã†û| Îéõï| ³ºßþ
Þ±ì†ó| …ðœ†ï â±Ö•. 
°ô½ ‹±°¶þ
…üò| µôø¼| ‹ú| ¾õ°–| ìÛÇÏþ| ¬° ‹ù†° ¶†ë 1831 ‹ú| ìñËõ°
…°²ü†‹þ| °Â†ü•| ‹ýí†°…ó| ‹·}±ÿ| …² ¨~ì†–| ô…¤~ø†ÿ|
ì©}éØ| ‹ýí†°¶}†ó|ø†ÿ| ô…‹·}ú| ‹ú| ¬…ð»ã†û| Îéõï| ³ºßþ|
Þ±ì†ó| )º×†€ ‹†øñ± ô Þ±ì†ó| ¬°ì†ó|( …ðœ†ï| â±Ö}ú …¶•. ›†ìÏú|
„ì†°ÿ| …üò µôø¼ ‹ýí†°…ó| 51 ¶†ë| ‹ú| ‹†æüþ| ‹õ¬û|…ð~ Þú|
¤~…Úê| 84 ¶†Î•| ¬° ‹©¼|ø†ÿ ¬…¨éþ| ü† ›±…¤þ|
‹ýí†°¶}†ó|ø†ÿ ì¯Þõ°‹·}±ÿ| º~û|…ð~. ¤~…Úê ¤œî ðíõðú
æ²ï ‹± …¶†¹ ìÇ†èÏú …ôèýú )yduts tolip( ‹† 59% …Æíýñ†ó ô 5% ¨Ç†
465 ð×± ‹±„ô°¬ â±¬ü~ Þú ›ù• …Æíýñ†ó ‹ý»}± ‹† 006 ‹ýí†°
)¬° ø± ‹ýí†°¶}†ó| ‹† 002 ‹ýí†° ô…›~ º±…üÈ( ¬° ²ì†ó {±¨ýÀ|
ì¿†¤Œú| Ÿù±û| ‹ú| Ÿù±û| …ðœ†ï| â±Ö}ú …¶•|.
…‹³…° ¶ñœ¼| °Â†ü•| ‹ýí†°…ó| ±¶»ñ†ìú|…ÿ| ìþ|‹†º~ Þú| ‹†
…¶}×†¬û …² ±¶»ñ†ìú|ø†ÿ …¶}†ð~…°¬ º~û ô²…°– ‹ù~…º•€
¬°ì†ó ô „ìõ²½ ³ºßþ )11( ô øí¡ñýò ¬…ð»ã†û|ø†ÿ Îéõï
³ºßþ …¾×ù†ó ô ºùý~ ‹ù»}þ {ùýú º~û ô °ô…üþ| „ó ìœ~¬…_
‹¿õ°– ¾õ°ÿ ìõ°¬ …°²ü†‹þ Ú±…° â±Ö}ú …¶•. ‹©¼| …ôë| …üò|
±¶»ñ†ìú ‹±…ÿ {Ïýýò ¨¿õ¾ý†–| ¬ìõâ±…Öýßþ| ‹ýƒí†°…ó
)21 ¶õö …ë( ô ‹©¼| ¬ôï| ‹±…ÿ {Ïýýò °Â†ü}íñ~ÿ| ‹ýí†°…ó …²
ô…¤~ø†ÿ| ì©}éØ| ‹ýí†°¶}†ó| )73 ¶õö …ë( ¬° ðË± â±Ö}ú º~û
‹õ¬. ¶õö …æ– ì±‹õÉ ‹ú ¶ñœ¼ °Â†ü}íñ~ÿ ‹± …¶†¹ ìÛý†¹
5 Ú·í}þ èýß±– )…² ‹·ý†° °…Âþ {† ‹·ý†° ð†°…Âþ( ¬°›ú ‹ñ~ÿ
º~û ‹õ¬. Þú ¬° ø± ìõ°¬ …Ö±…¬ÿ Þú ‹·ý†° °…Âþ ô °…Âþ ‹õ¬ð~
›³Š …Ö±…¬ °…Âþ ÆŒÛú ‹ñ~ÿ â±¬ü~ð~. ‹±…ÿ {Ïýýò °Â†ü}íñ~ÿ
…² Þê ¨~ì†– ‹ú ø± üà …² ìõ…°¬ ‹ýò ¾×± {† Ÿù†° …ì}ý†² ¬…¬û
º~ ô …Ö±…¬ÿ Þú ‹ý¼ …² 05 ¬° ¾~ Þê ðí±…– °… Þ· ðíõ¬ð~
‹ú Îñõ…ó …Ö±…¬ °…Âþ ÆŒÛú ‹ñ~ÿ â±¬ü~û|…ð~. ¬…¬û|ø† ¸ …² ›íÐ
„ô°ÿ| ‹† …¶}×†¬û| …² ð±ï|…Ö³…° „ì†°ÿ SSPS ô „²ìõó|ø†ÿ| ìœ¯ô°
Þ†ÿ€ {þ ô „ð†èý³ ô…°ü†ð¸ {œ³üú ô {¥éýê º~û|…ð~.
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¬Þ}± Îéý±Â† Êùõ° ô Æ†ø±û …¶ç|ìþ|ðµ…¬
ü†Ö}ú|ø†
¤~ô¬ 14% ‹ýí†°…ó ²ó ô ‹Ûýú ì±¬ ìþ|‹†ºñ~. ìý†ðãýò| ¶ñþ|
‹ýí†°…ó ìõ°¬ ìÇ†èÏú| 1/02±7/ 04 ¶†ë| ô ìý†ðãýò| ì~–| …Ú†ì•|
„ð†ó ¬° ‹ýí†°¶}†ó| 3/3±3/6 °ô² ‹õ¬. ¤~ô¬ 33% ‹ýí†°…ó
‹þ|¶õ…¬€ 02% …‹}~…üþ|€ 41% °…øñí†üþ|€ 03% ì}õ¶Çú ô ‹Ûýú )3%(
¬…ð»ã†øþ ô ¤~ô¬ 83% ‹ýí†°…ó ìœ±¬€ 35% ì}†‡ øê| ô ‹Ûƒýú )9%(
ìÇéÛú ü† ‹ýõû ‹õ¬ð~. {×†ô– ìÏñþ ¬…°ÿ ‹ýò ‹ýí†°…ó ¶ú
‹ýí†°¶}†ó …² ðË± ¶ñþ€ ›ñ·þ€ ì~– …Ú†ì• ¬° ‹ýí†°¶}†ó€
¶Ç¦ {¥¿ýç– ô ôÂÏý• {†‡ øê ì»†ø~û ðã±¬ü~û …¶•.
¤~ô¬ 36 ¬°¾~ ‹ýí†°…ó| ¶†‹Ûú| ‹·}±ÿ| º~ó ¬°
‹ýí†°¶}†ó| ìƒõ°¬ µôøƒ¼ °… ð~…º}ñ~ ô ‹Ûýƒú )73%( ¶†‹Ûú ¤~…Úê
üßŒ†° ‹·}±ÿ º~ó ¬° „ó ‹ýí†°¶}†ó °… ¬…º}ñ~. ¤~ô¬ 57 ¬°¾~
‹ýí†°…ó| …Êù†° ðíõ¬û|…ð~ Þú| ¬° ‹~ô ô°ô¬ ‹ú| ‹ýí†°¶}†ó| ‹† ì»ßê
ðŒõ¬ {©•| °ô‹±ô º~û|…ð~. ¤~ô¬68% ‹ýí†°…ó ¬° ‹~ô ô°ô¬ ‹ú|
‹ýí†°¶}†ó|€ ô 62% ¬° ²ì†ó| {±¨ýÀ| …² ‹ýí†°¶}†ó|€ ¤†ë|
Îíõìþ ¨õ¬ °… ‹~ {õ¾ýØ ðíõ¬ð~. ¤~ô¬ 86 ¬°¾~ ‹ýí†°…ó
ì~–| ‹·}±ÿ| ‹õ¬ð»†ó ¬° ‹ýí†°¶}†ó| °… ìñ†¶€ 42 ¬°¾~
‹ý¼ …² ¤~ ðý†² ô ‹Ûýú )8%( Þí}± …² ¤~ ðý†² ¬…ð·}ñ~.
¬° ¤†èþ Þú 51% ‹ýí†°…ó| {¥•| õº¼| øý¢ âõðú ‹ýíú …ÿ
Ú±…° ð~…º}ñ~€ ¤~ô¬ 64% {¥•| õº¼| ‹ýíú| ¨~ì†–| ¬°ì†ðþ|€
81% ‹ýíú| {†‡ ìýò| …›}í†Îþ|€ 01% ‹ýíú| ‹†ðà|ø† ô º±Þ•|ø†€ 6%
‹ýíú| Þíý}ú …ì~…¬ ô ‹Ûýú )5%( {¥• õº¼ ‹ýíú ¶†ü± ¶†²ì†ó|ø†
ô º±Þ•|ø† ‹õ¬ð~. 
¤~ô¬ 02% ‹ýí†°…ó| {¥• ‹±°¶þ …² ô…¤~ …ô°´…ð¸|
‹ýí†°¶}†ó|ø† ‹ú ‹©¼|ø†ÿ ¬…¨éþ ô ›±…¤þ …°›†Ñ ¬…¬û º~û
‹õ¬ð~. ð}†ü ð»†ó| ¬…¬ Þú ¤~ô¬ 07% …üò ‹ýí†°…ó …² ¶±Î•| …°…ˆú|
¨~ì†–€ 86% …² °Ö}†° ³ºà| ô 66% …² °Ö}†° ±¶}†° ô 16% …²
Þý×ý• ¨~ì†– …°…ˆú º~û ¬° …ô°´…ð¸| °…Âþ| ‹õ¬ð~. øí†ðÇõ°
Þú ›~ôë )1( ð»†ó ìþ|¬ø~ °Â†ü}íñ~ÿ ‹ýí†°…ó ‹ýí†°¶}†ó º×†
…² ô…¤~ …ô°´…ð¸ ‹ú Æõ° ìÏñƒþ|¬…°ÿ ‹ý»}ƒ± …² ¬ô ‹ýƒí†°¶}†ó
¬üã± ‹õ¬. )50/0<P(
¤~ô¬ 92% ‹ýí†°…ó| …² ô…¤~ ¬°ì†ðã†û| ‹ýí†°¶}†ó|ø† ‹ú
‹©¼|ø†ÿ ¬…¨éþ ô ›±…¤þ …°›†Ñ ¬…¬û º~û ‹õ¬ð~. ð}†ü
ð»†ó| ¬…¬ Þú ¤~ô¬ 59% …üò ‹ýí†°…ó …² °Î†ü• Þ±¬ó ðõ‹•|
‹ýí†°…ó€ 97% …² °Ö}†° Þ†°Þñ†ó| ¬°ì†ðã†û|€ 67% …² ¤Ãõ° ‹ú| ìõÚÐ|
³ºà|€ 88% …² {õ›ú| ³ºà|€ 75% …² ¬¶}±¶þ ‹ú ¬…°ôø†ÿ
ìõ°¬ ðý†² ¬° ¬°ì†ðã†û| °…Âþ| ‹õ¬ð~. °Â†ü}íñ~ÿ …² °Ö}†°
³ºà ô ¬¶}±¶þ ‹ú ¬…°ôø† ¬° ‹ýí†°¶}†ó Þ±ì†ó ¬°ì†ó ‹ú Æõ°
ìÏñþ ¬…°ÿ Þí}± …² ¬ô ‹ýí†°¶}†ó ¬üã± ‹õ¬)50/0<P( .
¤~ô¬ 68% ‹ýí†°…ó| …² ¶±Î•| {»ßýê| ±ôð~û ¬° ô…¤~
¯ü±½|€ 95% …² Ö†¾éú| ‹ýò Ú·í•|ø†ÿ ì©}éØ| …üò ô…¤~€ 95%
…² ìÛ~…° õë| ±¬…¨}þ ‹ú ¾ñ~ôÝ€ 57% …² °Ö}†° Þ†°Þñ†ó| ô 67%
…² ¶±Î•| …ð}Û†ë| ‹ú| ‹©¼| °…Âþ ‹õ¬ð~. °Â†ü}íñ~ÿ …² Ö†¾éú
Ú·í•|ø†ÿ ì©}éØ ¯ü±½ ¬° ‹ýí†°¶}†ó ‹†øñ± Þí}± …² ¬ô
‹ýí†°¶}†ó ¬üã± ‹ú ¬¶• „ì~€ ôèþ °Â†ü}íñ~ÿ …² °Ö}†°
Þ†°Þñ†ó ‹©¼ ¯ü±½€ ¶±Î• {»ßýê ±ôð~û ô …ð}Û†ë ‹ýí†° ‹ú
‹©¼ ¬° ‹ýí†°¶}†ó Þ±ì†ó ¬°ì†ó …² ¬ô ‹ýí†°¶}†ó ¬üã±
Þí}± ‹õ¬.
¤~ô¬ 48% ‹ýí†°…ó| …² ¬¶}±¶þ ‹ú ±¶}†°€ 87% …²
…ÆçÎ†–| …°…ˆú| º~û|€ 18% …² °Ö}†° ±¶}†°…ó ô 57% …² Þý×ý•|
¨~ì†–| ±¶}†°ÿ| …Êù†° °Â†ü•| ðíõ¬ð~. ¤~ô¬ 27% ‹ýí†°…ó|
…² ¬¶}±¶þ ‹ú ³ºà€ 36% …² …ÆçÎ†–| …°…ˆú| º~û|€ 65% …² ð¥õû|
¬°ì†ó|€ 15% …² °Ö}ƒƒ†° ô 05% …² Þý×ý•| ¨~ì†–| ¬°ì†ðþ| …°…ˆú|
º~û| {õ¶È| ³ºà| …Êù†° °Â†ü•| ðíõ¬ð~. {×†ô– ìÏñþ ¬…°ÿ
¬° °Â†ü}íñ~ÿ ‹ýí†°…ó ¶ú ‹ýí†°¶}†ó …² ±¶}†°…ó ô ³ºß†ó
ì»†ø~û ðã±¬ü~ ôèþ ð†°Â†ü}þ ‹ýí†°…ó …² ¬¶}±¶þ ‹ú ³ºß†ó
¬° ‹ýí†°¶}†ó Þ±ì†ó ¬°ì†ó ‹ý»}± …² ¬ô ‹ýí†°¶}†ó ¬üã± ‹õ¬.
¤~ô¬ 03% ‹ýí†°…ó …² Þý×ý•| Ò¯…€ 92% …² {íý³ÿ| Ê±ôÙ|€
82% …² …ìß†ð†–| …{†Ý| ‹·}±ÿ ô 12% …² {íý³ÿ …{†Ý| …Êù†° °Â†ü•|
ðíõ¬û|…ð~. °Â†ü}íñ~ÿ ‹ýí†°…ó Þ±ì†ó ¬°ì†ó …² Þý×ý• Ò¯…€
{íý³ÿ Ê±ôÙ€ {íý³ÿ ô …ìß†ð†– …{†Ý ‹ú|Æõ° ìÏñþ ¬…°ÿ Þí}±
…² ‹ýí†°…ó ¬ô ‹ýí†°¶}†ó ¬üã± ‹õ¬.)50/0<P(
¤~ô¬ 76% ‹ýí†°…ó| …² ¬¶}±¶þ ‹ú ±¶ñê| ¨~ì†{þ ô 66% …²
°Ö}†° „ð†ó …Êù†° °Â†ü•| ðíõ¬û|…ð~. °Â†ü}íñ~ÿ ‹ýí†°…ó Þ±ì†ó
¬°ì†ó …² °Ö}†° Þ†°Þñ†ó ¨~ì†– ô ¬¶}±¶þ ‹ú „ð†ó Þí}± …²
‹ýí†°…ó ¬ô ‹ýí†°¶}†ó ¬üã± ‹õ¬.
¤~ô¬ 66% ‹ýí†°…ó| …² ¶±Î•| …ðœ†ï| ì±…¤ê| {±¨ýÀ|€ 16%
…² °Ö}†° ±¶ñê| ô 24% …² Ÿãõðãþ „ìõ²½ ¬° …¬…ìú| ì±…ÚŒ•|ø†
°…Âþ| ‹õ¬û|…ð~. °Â†ü}íñ~ÿ ‹ýí†°…ó º×† …² Þý×ý• „ìõ²½
…¬…ìú ì±…ÚŒ•|ø† Þí}± …² ‹ýí†°…ó ¬ô ‹ýí†°¶}†ó ¬üã± ‹õ¬. ¤~ô¬
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°Â†ü• ‹ýí†°…ó ‹·}±ÿ ...
›~ôë 1: °Â†ü}íñ~ÿ ‹ýí†°…ó| ‹·}±ÿ ‹ýí†°¶}†ó|ø†ÿ ¬…ð»ã†û| Îéõï| ³ºßþ| Þ±ì†ó| …² …°…ˆú ¨~ì†– )¶†ë| 1831(
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¬Þ}± Îéý±Â† Êùõ° ô Æ†ø±û …¶ç|ìþ|ðµ…¬
64% ‹ýí†°…ó| …² ¶±Î•| …ðœ†ï| ì±…¤ê| ¤·†‹±¶þ€ 26% …² Æ±²
°Ö}†° Þ†°Þñ†ó||€ 33% …² ìÛ~…° õë| ±¬…¨}þ| ô 71% …² Îíéß±¬
ô…¤~ ì~¬Þ†°ÿ| °…Âþ ‹õ¬ð~. °Â†ü}íñ~ÿ ‹ýí†°…ó ‹ýí†°¶}†ó
º×† …² ¶±Î• Þ†° Þ†°ìñ~…ó ¤·†‹~…°ÿ ô ìÛ~…° ø³üñú ±¬…¨}þ
Þí}± …² ‹ýí†°…ó ¬ô ‹ýí†°¶}†ó ¬üã± ìþ|‹†º~.
‹ú Æõ° Þéþ ð}†ü ð»†ó ¬…¬ Þú ¤~ô¬ 95% ‹ýí†°…ó …²
¨~ì†– ‹ýí†°¶}†ó|ø†ÿ {¥• ‹±°¶þ °…Âþ ‹õ¬ð~. ø±Ÿñ~ Þú
‹ýí†°…ó| ‹ýí†°¶}†ó º×† ð·Œ• ‹ú ¬ô ‹ýí†°¶}†ó| ¬üã±
°Â†ü}íñ~ÿ ‹ý»}±ÿ ¬…º}ñ~ ôèþ …üò {×†ô– …² ðË± „ì†°ÿ ìÏñþ
¬…° ðŒõ¬. ð}†ü ð»†ó ¬…¬ Þú ì±¬…ó ð·Œ• ‹ú ²ð†ó …Êù†°
°Â†ü}íñƒ~ÿ ‹ý»}ƒ±ÿ ðƒƒíõ¬ð~ )56% ¬° ìÛ†‹ê 15%(. ‹ýò ¶†ü±
¿¨õ¾ý†– ¬ìõâ±…Öýà )¶ò€ ¶Ç¦ {¥¿ýç– ô {†‡ øê( ‹†
¶Ç¦ °Â†ü}íñ~ÿ …°{Œ†É ìÏñþ ¬…°ÿ ì»†ø~û ðã±¬ü~. {ñù†
¤~ô¬ 23% ‹ýí†°…ó …Êù†° ðíõ¬ð~ Þú ‹ýí†°¶}†ó|ø†ÿ ì¯Þõ° °…
›ù• ¬°ì†ó ‹ú ¶†ü±üò {õ¾ýú ¨õ…øñ~ ðíõ¬. 
‹¥™ ô ð}ýœú âý±ÿ 
ð}†ü ð»†ó ìþ|¬ø~ Þú ¤~ô¬ 95% ‹ýí†°…ó …² ¨~ì†–
‹ýí†°¶}†ó|ø† °Â†ü• ¬…º}ñ~. ¬° µôø¼|ø†ÿ …ðœ†ï º~û
ìý³…ó °Â†ü}íñ~ÿ ‹ýƒƒí†°…ó ‹·}±ÿ ‹ýí†°¶}†ðþ ºù±ø†ÿ {ù±…ó
47% )21( ô ì»ù~ 67% )31( ‹ú ¬¶• „ì~ Þú ‹ý†ðã± †üýò {± ‹ƒƒƒõ¬ó
°Â†ü}íñ~ÿ ‹ýíƒƒ†°…ó ‹ýí†°¶}†ðþ ºù± Þ±ì†ó ð·Œ• ‹ƒƒú ‹ýí†°…ó
‹ýí†°¶}†ðþ {ùƒƒ±…ó ô ì»ù~ ‹ƒõ¬.)50/0<P(
ð}†ü µôø¼ …ðœ†ï º~û ¬° üßþ …² ‹ýí†°¶}†ó|ø†ÿ …ì±üß†
¬° ¶†ë 1002 ð»†ó ¬…¬ Þú ¤~ô¬ 25% ‹ýí†°…ó ‹·}±ÿ …² ‹ýí†°¶}†ó
°…Âþ ‹õ¬ð~ )6(. {œ³üú ô {¥éýê ¬…¬û|ø† ð»†ó ìþ|¬ø~ Þú ì±¬…ó
ð·Œ• ‹ú ²ð†ó …Êù†° °Â†ü}íñ~ÿ ‹ý»}±ÿ ðíõ¬û|…ð~ Þú ‹† ð}†ü
‹ÏÃþ …² µôø¼|ø†ÿ …ðœ†ï º~û øí©õ…ðþ ¬…°¬ )41(. ¬° ¤†èþ
Þú ‹ÏÃþ …² ìÇ†èÏ†– ð»†ó ¬…¬û|…ð~ Þú ²ð†ó ¬° ìÛ†ü·ú ‹† ì±¬…ó …²
¶Ç¦ °Â†ü}íñ~ÿ ‹†æ{±ÿ ‹±¨õ°¬…° ‹õ¬û|…ð~ )2 ô31 ô51(.
ø± Ÿñ~ {ñù† 95% ‹ýí†°…ó …² ¨~ì†– ‹ýí†°¶}†ðþ …Êù†°
°Â†ü• Þ±¬û|…ð~ ôèþ ‹† {õ›ú ‹ú …üñßú µôø»ã±…ó {†‡ Þý~
Þ±¬û|…ð~ Þú ®…– ìÇ†èÏ†– °Â†ü• ¶ñœþ ð»†ó ¬…¬ó ¶Ç¦
‹†æÿ °Â†ü• …² …°…ˆú ¨~ì†– …¶• )2 ô3 ô6( ìþ|{õ…ó ð}ýœú
â±Ö• Þú ¬°¾~ ‹ýí†°…ðþ Þú ô…ÚÏ†_  …² ¨~ì†– ‹ýí†°¶}†ðþ
°Â†ü• ¬…°ð~ ¤}þ †üýò {± …² ìÛ~…° ‹ú ¬¶• „ì~û …¶•.
‹ýò ¶ò€ ¶Ç¦ {¥¿ýç– ô ôÂÏý• {†‡ øê ‹ýí†°…ó ‹† ¶Ç¦
°Â†üí}ñ~ÿ …°{Œ†Æþ ì»†ø~û ðã±¬ü~ Þú ‹† ð}†ü ‹ÏÃþ …²
µôø¼|ø† øí©õ…ðþ ¬…°¬ )21(. ¬° ¤†èþ Þú ¬° {Ï~…¬ÿ …²
ìÇ†èÏ†– ‹ýò °Â†ü}íñ~ÿ ‹† ¶ò ‹ýí†°…ó …°{Œ†É ì·}Ûýî ô ‹†
¶Ç¦ {¥¿ýç– ‹ýí†°…ó …°{Œ†É ìÏßõ¹ ì»†ø~û º~û …¶•
)2 ô31 ô51(. 
ìÛ†ü·ú ìý³…ó °Â†ü}íñ~ÿ ‹ýí†°…ó ¶ú ‹ýí†°¶}†ó ìõ°¬
ìÇ†èÏú ð»†ó ¬…¬ Þú ¬° ìœíõÑ ¶Ç¦ °Â†ü}íñ~ÿ ‹ýí†°…ó …²
‹ýí†°¶}†ó º×† Þíþ ‹ý»}±…² ¬ô ‹ýí†°¶}†ó Þ±ì†ó ¬°ì†ó ô ‹†øñ±
‹õ¬û …¶•. µôø»ã±…ó ð»†ó ¬…¬û|…ð~ Þú ‹±â³…°ÿ ¬ô°û|ø†ÿ
„ìõ²ºþ ìñËî ô {»ßýê ›é·†– ›ù• …{©†® ºýõû|ø†ÿ
ìñ†¶ …°…ˆú ¨~ì†– ìþ|{õ…ð~ ¬° …Ö³…ü¼ °Â†ü}íñ~ÿ ‹ýí†°…ó
ìõö ÷± ‹†º~ )3ô5(.
ø±Ÿñ~ Þú °Â†ü}íñ~ÿ …² ±¶}†°…ó ô ³ºß†ó ð·Œ}†_  ¨õŽ
‹õ¬û …¶• ôèþ {† ¤~ ìÇéõŽ Ö†¾éú ²ü†¬ÿ ô›õ¬ ¬…°¬. ¬°
‹ýí†°¶}†ó|ø†ÿ {¥• ‹±°¶þ€ ÞíŒõ¬ Þ†¬° ±¶}†°ÿ ô ³ºßþ
ìñœ± ‹ú …Â†Öú Þ†°ÿ ô {¥íê Ö»†°ø†ÿ ¶ñãýò Þ†°ÿ „ð†ó
ìþ|â±¬¬ Þú ìþ|{õ…ð~ ¬° Æ±² ‹±¨õ°¬ ‹† ‹ýí†° ìõö ÷± ‹†º~.
›† ¬…°¬ Þú ì·‰õæó …ì± ¬° ›ù• °ÖÐ …üò ÞíŒõ¬ø† …Ú~…ï
ðí†üñ~. ‹† {õ›ú ‹ú …üñßú °…‹Çú ¨õŽ ô ¾íýíþ ì·‰õæó
‹ýí†°¶}†ó ‹† ³ºß†ó ô ±¶}†°…ó ‹ýí†°¶}†ó ¬° Æ±² ‹±¨õ°¬
³ºß†ó ô ±¶}†°…ó ‹† ‹ýí†° ìõö ÷± ‹ƒƒõ¬û …¶• )61(€ ì·‰õæó
‹ýí†°¶}†ó|ø† æ²ï …¶• ‹† {»ßýê ›é·†– ìñËî ›ù• ‹±°¶þ
ì»ßç– ô {¥ßýî °ô…‹È ‹† ³ºß†ó ô ±¶}†°…ó â†ï ìõö ÷±ÿ
‹±¬…°ð~. Î~û|…ÿ …² µôø»ã±…ó °Â†ü}íñ~ÿ ‹ýí†°…ó …²
±¶}†°…ó ô ³ºß†ó °… ‹† {»©ýÀ ‹íõÚÐ ‹ýí†°ÿ ô …ÆçÑ
°¶†ðþ ì±{ŒÈ ¬…ð·}ú|…ð~ )71(. ìÇ†èÏ†– ð»†ó ¬…¬û …¶•€ Þú
ìÏ†üñ†– ¶±üÐ ‹ýí†°…ó ìõ› Þ†ø¼ …Î}í†¬ æ²ï ‹ýí†° …²
³ºà ìþ|ºõ¬ ô ìÏ}Û~ð~ Þú ‹† …Ö³…ü¼ ì~– ìÏ†üñ†–€
°Â†ü}íñ~ÿ ‹ýí†°…ó ‹ý»}± ìþ|ºõ¬ )2 ô5(.
øí¡ñýò ð}†ü ìÇ†èÏ†– ð»†ó ìþ|¬ø~ Þú °Â†ü}íñ~ÿ
‹ýí†°…ó ‹† ¬°›ú {©¿¿þ ³ºß†ó ô ±¶}†°…ó …°{Œ†É ì·}Ûýî
¬…º}ú …¶• ‹ú Æõ°ÿ Þú ø±Ÿú ³ºß†ó ô ±¶}†°…ó …² ¬°›ú
{©¿¿þ ‹†æ{±ÿ ‹±¨õ°¬…° ‹†ºñ~€ °Â†ü}íñ~ÿ ‹ýí†°…ó
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‹ý»}± ‹õ¬û …¶• )71-61(. ²ü±… …¤}í†æ_  {»©ýÀ ô ¬°ì†ó
‹ýí†°ÿ „ð†ó ¾¥ý¦ {± ô ¶±üÐ {± ¾õ°– â±Ö}ú …¶•.
‹ýí†°…ó ‹ýí†°¶}†ó ‹†øñ± …² Þý×ý• „ìõ²½ ì±‹õÉ ‹ú …¬…ìú
ì±…ÚŒ•|ø† Þú ¬° øñã†ï {±¨ýÀ ‹ýí†° …² ‹ýí†°¶}†ó …ðœ†ï â±Ö}ú
…Êù†° °Â†ü• ‹ý»}±ÿ ðíõ¬û|…ð~. ³ôø»ã±…ó ð»†ó ¬…¬û|…ð~ Þú
¬…¬ó …ÆçÎ†– ‹ú ‹ýí†°…ó ¬° øñã†ï {±¨ýÀ ðÛ¼ ìùíþ ¬°
…Ö³…ü¼ °Â†ü}íñ~ÿ „ð†ó ¬…º}ú …¶• )5(. Ú†‹ê {õ›ú „ðßú ¬°
‹ýò ¶ú ‹ýí†°¶}†ó {¥• ìÇ†èÏú {ñù† ¬° ‹ýí†°¶}†ó ‹†øñ± …²
í×é•|ø†ÿ „ìõ²ºþ ô Þ†°– ì©¿õÁ ì±…›Ïú ‹ú ³ºà
…¶}×†¬û ìþ|â±¬¬€ è¯… {õ¾ýú ìþ|ºõ¬ Þú ¬° „ìõ²½ ì±‹õÉ ‹ú
…¬…ìú ì±…ÚŒ•|ø† ¬° ¶†ü± ‹ýí†°¶}†ó|ø† Îçôû ‹± {õÂý¥†–
º×†øþ …² …üò ô¶†üê ðý³ …¶}×†¬û â±¬¬. ô›õ¬ Ÿà èý·•|ø†ÿ
…°²ü†‹þ ôÊ†üØ ±¶}†°ÿ€ ‹±Æ±Ù ðíõ¬ó ðÛ†É ÂÏØ ô
ð†°¶†üþ|ø† {õ¶È ì~ü±…ó ±¶}†°ÿ ô ‹±â³…°ÿ ¬ô°û|ø†ÿ
„ìõ²ºþ ìþ|{õ…ð~ ¬° …°{Û†Š ¨~ì†– ±¶}†°ÿ ðÛ¼ ‹·³…üþ
¬…º}ú ‹†º~ )3ô 5(.
ìÛ†ü·ú ìý³…ó °Â†ü}íñ~ÿ ‹ýí†°…ó …² °Ö}†° ³ºß†ó ‹†
±¶}†°…ó ô ¶†ü± Þ†°Þñ†ó ‹ýí†°¶}†ó ð»†ó ìþ|¬ø~ Þú ì}†‡ ¶×†ðú
ìý³…ó ð†°Â†ü}þ ‹ýí†°…ó …² °Ö}†° ³ºß†ó ‹ú Æõ° ìÏñþ ¬…°ÿ
‹ý»}± …² ¶†ü± ±¶ñê ‹õ¬. °Ö}†° ìõö ¬‹†ðú ô ìñ†¶ ³ºß†ó ðú {ñù†
²ìýñú ›Ž¯ ô øíß†°ÿ ‹ýí†°…ó °… ¬° ø± üà …² ì±…¤ê ¬°ì†ó ô
ýãý±ÿ Ö±…øî ìþ|ðí†ü~€ ‹éßú …ðãý³û æ²ï °… ›ù• {õ¾ýú ‹ú
¬üã± ‹ýí†°…ó ô „ºñ†ü†ó Ö±…øî ìþ|Þñ~. øí†ðÇõ° Þú ì»†ø~û º~
{ñù† 23% ‹ýí†°…ó ¶ú ‹ýí†°¶}†ó {¥• ‹±°¶þ ¤†Â± ø·}ñ~ Þú
‹ýí†°¶}†ó °… ‹ú ¬üã± ‹ýí†°…ó {õ¾ýú ðí†üñ~.
ð†°Â†ü}þ ‹ýí†°…ó …² ‹©¼ ì~¬Þ†°ÿ ‹ýí†°¶}†ó|ø†ÿ
{¥• ‹±°¶þ€ ‹·ý†° Ÿ»íãý± ‹õ¬û …¶•. ð~…º}ò ì~¬Þ†°
ÖÏ†ë€ …›±…ÿ Æ±§ ¨õ¬â±¬…ðþ ô ì¥~ô¬ ¶†²ÿ …¨}ý†°…–
ì~¬Þ†°…ó °… ìþ|{õ…ó …² Îõ…ìê ìõö ÷± ¬° ð†°Â†ü}þ ‹ýí†°…ó …²
ô…¤~ ì~¬Þ†°ÿ ¬…ð·•. …°²ü†‹þ {íý³ÿ ô …ìß†ð†– …Æ†Ý
‹·}±ÿ ‹ýí†°¶}†ó|ø† ð»†ó ¬øñ~û …Êù†° ð†°Â†ü}þ …Þ±˜ ‹ýí†°…ó
‹õ¬û …¶•. Ö±¶õ¬û ‹õ¬ó ¶†¨}í†ó|ø†€ ºéõÒþ ‹©¼|ø†€
ÞíŒõ¬ …{†Ý ô {©•€ ì¥~ô¬ ‹õ¬ó {Ï~…¬ ¶±ôü¸|ø†ÿ ‹ù~…º}þ
ô Òý± ‹ù~…º}þ ‹õ¬ó „º³¨†ðú|ø† ¬° …üò ‹ýí†°¶}†ó|ø† °…
ìþ|{õ…ó …² ìùî {±üò ì»ßç– ‹ù~…º}þ „ð†ó ¬…ð·•.
…°{Û†Š Þý×ý• ô Þíý• …°…ˆú ¨~ì†– ‹ù~…º}þ ô ¬°ì†ðþ
{Óýý± ðã±½€ {ç½ ô {Ïù~ ì~ü±…ó °… ìþ|ÆéŒ~. ‹±â³…°ÿ
¬ô°û|ø†ÿ „ìõ²ºþ€ °ô½|ø†ÿ ›~ü~ …°{Û†Š Þý×ý• ô …¾ç§
°ô½|ø† ìþ|{õ…ð~ ¬° …üœ†¬ „â†øþ ô {Óýý± ðã±½ ì~ü±…ó ìõö ÷±
ô…ÚÐ ºõ¬ ô °…øß†°ø†ÿ ìñ†¶Œþ °… ›ù• ‹±„ô°¬û ¶†¨}ò
…ð}Ë†°…– ô ¨õ…¶}ú|ø†ÿ ‹ýí†°…ó ô °Â†ü}íñ~ÿ ‹ý»}± „ð†ó
ìÇ±§ ¶†²¬. ì»†°Þ• Þ†°Þñ†ó ¬° Æ±…¤þ ô ‹±â³…°ÿ
¬ô°û|ø†ÿ ðõ„ìõ²ÿ ô ‹†² „ìõ²ÿ ¬° …Ö³…ü¼ {õ…ðíñ~ÿ ô …ðãý³û
„ð†ó ‹±…ÿ ‹ùŒõ¬ Þý×ý• ìõö ÷± ºñ†¨}ú º~û …¶•. …°²ü†‹þ ì~…ôï
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Patients Satisfaction at Hospitals affiliated to
Kerman University of Medical Sciences & in2002
A. Zohoor, Ph.D1 / T. Eslaminejad, M.S.2
Abstract
Introduction: Overcoming the existing crises in hospitals without considering the patients' needs and
their satisfaction is impossible. The rate of inpatients satisfaction with different units is one of the
important criterion for the evaluation of the quality of hospital services.
Methods: The present study was carried out in a cross-sectional method during the spring of 2002 for
the evaluation of inpatients satisfaction with services provided in different units of different hospitals
(Shafa, Bahonar and Kerman, Darman) affiliated to Kerman University of Medical Sciences. The
statistical population of this research include patients over 15 who had been hospitalized in the internal
and surgery wards of the above hospitals for a minimum period of 48 hours. In the study, the minimum
required sample size was 564 patients but for more assurance , 600 patients were interviewed at
discharge time. The instrument for showing patient satisfaction was a standard questionnaires of the
Ministry of Health Education , Isfahan and Shahid Beheshti University of Medical Sciences. Collected
data were analyzed by SPSS software using Chi square and T tests. 
Findings: About 59% of patients were satisfied with hospital service. The highest level of
dissatisfaction was shown in the patients' nutrition and hygienic conditions of their rooms and the
highest level of satisfaction was shown for the clinics and nursing units. The results indicate no
relationship between satisfaction with different hospital units and the patients' age, level of education,
duration of hospitalization and marital status.
Results: Solving the problems resulting in patients' dissatisfaction requires the administrators,
commitments and efforts. Hospital administrators should respectand value the patients' needs and
expectations, get their satisfaction and encourage them to cooperate in their own treatment and care
process, and help the hospital to reach its objectives.
Key words: Satisfaction, in Patients, Hospital.
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